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Don‘t give away all your carrots for nothing.

22 GOLDEN RULES
OF E-COMMERCE
THERE’S NO SILVER BULLET, BUT YOU DO HAVE PLENTY OF AMMUNITION
3RD APRIL 2018

WANT TO MAKE YOUR E-COMMERCE SITE A HIT? THERE’S NO SILVER BULLET, BUT HERE’S
PLENTY OF AMMUNITION: 22 GOLDEN RULES OF E-COMMERCE, BASED ON A WEALTH OF
EXPERTISE AND COLLABORATION WITH THOUSANDS OF E-COMMERCE BRANDS. IN 2017,
EMARKETER.COM REVEALED THAT RETAIL E-COMMERCE SALES WORLDWIDE ROSE 23.2%
TO $2.290TRN.1 SO GETTING E-COMMERCE RIGHT (OR WRONG) WILL HAVE A MASSIVE
IMPACT ON YOUR BOTTOM LINE.
RULE #1
KEEP TESTING
Products, pictures, design, descriptions, discounts, links,
upsells, cross-sells, colors… test everything, and never stop.
This testing system might help. ‘Page cannot be displayed’ is
an instant sale killer. If you don’t identify the problems, they
won’t get fixed.
RULE #2
AVOID CLUTTER
Keep your site clean and unfussy, even if you’re running a
discount warehouse. Resist the urge to load your landing page
with everything you can think of. Go easy on fonts, flashes
and pop-ups.
RULE #3
CONSIDER A COUNTDOWN INDICATOR
These show the time left on a particular offer or the numbers
remaining in stock of a certain product. Provided they’re
genuine (i.e. customers don’t see the same technique used the
following week), they can play on a customer’s fear of missing
out on a bargain.
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RULE #4
OFFER ‘FREE’ DELIVERY
It’s not always possible, but it will boost sales. Obviously ‘free’
means the cost of delivery is absorbed elsewhere, but it’s still a
key selling point. And if you offer it, flaunt it with a mention
on your home page and in your ads.
RULE #5
LEVERAGE CUSTOMER REVIEWS
Nothing persuades like other people’s recommendations. So
sprinkle positive reviews liberally across your e-commerce
store. Try your luck with a celebrity – their endorsements are
particularly, if bafflingly, worthwhile. Link to a third-party
review such as TrustPilot and make a point of responding to
reviews – both good and bad.
RULE #6
MAKE YOUR COPY SING
Not literally. Just make your product descriptions seductive
and persuasive. Include enough detail to satisfy consumers’
curiosity but remember that people are turned on more by
benefits than lists of spec.

RULE #7
SET UP A REFERRAL PROGRAMME
AKA Member Get Member, a referral programme
encourages people to find you new customers by promising
rewards, such as discounts for either or both parties.
RULE #8
RUN A SECURE SITE
Publish your customer privacy policy and display your SSL
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certificate symbol, and consider using established
E-commerce platforms such as Shopify.

RULE #9
GET WRITING
Reach new customers by writing guest posts on relevant
blogs. Resist the urge to big-up your own site, but do
remember to link back to your own blog. Here’s how.
RULE #10
GO THE EXTRA MILE
Include a free gift with a customer’s first order, add a little
extra to refunds, send handwritten thank-you cards to new
customers. They’re all quick and easy things you can do to
spread goodwill and encourage repeat custom.

RULE #11
ENCOURAGE SHARING
Ask buyers to share their purchases on social media. Use a
tool like Checkout Share to make it easy for customers to say
lovely things about your products/service.
RULE #12
INCLUDE VIDEO CONTENT
It could be a product demo, a how-to instructional piece or
just 60 seconds of product-related fun. People love watching
and sharing video content, and it’s been shown to boost sales.
RULE #13
BE RESPONSIVE TO QUERIES
For occasional enquiries, phone or email will probably be
enough. But if your e-commerce site starts generating 20, 50
or hundreds of messages a day, you’ll want to investigate
instant chat or even a chatbot.
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RULE #14
THINK U OVER X
In other words, make the user your priority when considering
user experience (UX). Steps should feel natural and logical,
with the fewest clicks to reach the product and from there to
the checkout.
RULE #15
DON’T SKIMP ON PHOTOGRAPHY
Use a professional photographer for your main ‘brand’
images. However, doing this can be prohibitively expensive
for individual product shots, especially if your product line is
constantly evolving. In most cases, a decent camera phone, a
plain background, lots of natural light and a tripod should be
all you need.
RULE #16
DON’T OVERWHELM WITH OFFERS AND OPTIONS
If people are poised to buy, too many distractions might put
them off.

RULE #17
DON’T IGNORE MOBILE
You can’t seriously discuss e-commerce strategy without
talking mobile these days. As a recent Forbes article revealed:
“it’s forecasted that mobile e-commerce will reach $218bn by
2019. Some estimates note that by 2020, 45% of e-commerce
purchases will be done on mobile devices”.3 In other words,
time spent making your site more mobile responsive and user
friendly can really pay off.
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RULE #18
DON’T FORGET
Send ‘nudge’ emails to your customers after an appropriate
period of time has elapsed. Offer the same or similar products
with an added reward for buying again, such as a discount or
free shipping.
RULE #19
DON’T HIDE CHARGES
It’s a familiar story: a customer is heading happily to the
checkout, they get hit with the shipping fees and bam! ... they
get cold feet. Delivery charges are the biggest cause of
abandoned shopping carts. E-commerce platform Shopify has
three possible solutions: offer free shipping with a specified
minimum order amount, absorb the fees into the price of
your products and do away with them altogether, or install a
tool that allows customers to input their details and get
real-time shipping quotes. Just remember, transparency is
king.12
RULE #20
DON’T MAKE PEOPLE JUMP THROUGH HOOPS
… either when they’re buying OR when they wish to return
goods. They’ll think more highly of your business if the
process is quick and straightforward.
RULE #21
DON’T DEMAND REGISTRATION WITHOUT A VERY GOOD REASON
People don’t expect this in a store, why should they have to
put up with it online? Remember, never make it difficult for
people to purchase!
RULE #22
REALLY. NEVER DEMAND REGISTRATION WITHOUT GOOD REASON
It can never be said often enough ;)

NEXT STEPS.
Register for Discover.DHL to see our e-commerce Dos and Don’ts. They could help you get to the
next level.
Sign up for a DHL account now
Contact your local DHL Express office to discuss this topic
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